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Customer Service ObjectiveCustomer Service Objective

Communicate to the customer that their request isCommunicate to the customer that their request is
important and a recognition that timely service toimportant and a recognition that timely service to
each request is an expectation held by our customers.each request is an expectation held by our customers.

Communicate to the customer that our services areCommunicate to the customer that our services are
provided  within a framework of guidelines, policiesprovided  within a framework of guidelines, policies
and practices that are followed.and practices that are followed.

Communicate to the customer the serviceCommunicate to the customer the service
commitment made will be met on time and oncommitment made will be met on time and on
budget.budget.



Visual Media Services supports theVisual Media Services supports the
communication needs of LSS andcommunication needs of LSS and
Fermilab by:Fermilab by:
-Producing professional quality, cost effective-Producing professional quality, cost effective
communication media programs, products andcommunication media programs, products and
documents that meet laboratory communication anddocuments that meet laboratory communication and
training needs.training needs.

-Documenting, archiving and cataloguing images of-Documenting, archiving and cataloguing images of
activities, milestones and scientific achievements thatactivities, milestones and scientific achievements that
will form part of the record of Fermilab.will form part of the record of Fermilab.

-Providing multi-media support and services for-Providing multi-media support and services for
meetings, events and conferences.meetings, events and conferences.



  Services Offered  Services Offered

Photography
Digital Imaging
Graphic Arts
Video Production
Video Streaming
Duplicating
Multimedia/
Audiovisual
 Setup



Staff Overview- ProductionStaff Overview- Production
ResponsibilitiesResponsibilities
Manager  Manager  P, I,V,SP, I,V,S
Senior Media SpecialistSenior Media Specialist P,I,GP,I,G
Senior Media SpecialistSenior Media Specialist V,S,MV,S,M
Media SpecialistMedia Specialist I,GI,G
Media SpecialistMedia Specialist P,I,GP,I,G
Media Specialist AssociateMedia Specialist Associate I,S,D,MI,S,D,M
Media Specialist AssociateMedia Specialist Associate I,S,D,M,PI,S,D,M,P
Admin. Support Assistant Admin. Support Assistant PP,,I,G,V,S,MI,G,V,S,M

Services:Services:
PPhotography,Digital hotography,Digital IImaging, maging, GGraphic Arts, raphic Arts, VVideo Pro.,ideo Pro.,
SStreaming, treaming, DDuplicating & uplicating & MMultimedia/AV Setupultimedia/AV Setup



Products/Services:Products/Services:
Video Tapes, DisplaysVideo Tapes, Displays, DVD, DVD’’s, Posterss, Posters, Scans,, Scans,
Brochures, Photographs, Fine Art, Banners,Brochures, Photographs, Fine Art, Banners,
Video Streaming, LargeVideo Streaming, Large
Documents and other!Documents and other!



Web AccessWeb Access



Visual InfrastructureVisual Infrastructure
- Over 36 years of Photo Archive (30,000 files)- Over 36 years of Photo Archive (30,000 files)
- Over  20 years of Video Archive (4000 source, 500 masters)- Over  20 years of Video Archive (4000 source, 500 masters)
- Over 600 video streams available  on-line- Over 600 video streams available  on-line
- Every digital project created in VMS since 1997 on CD (617)- Every digital project created in VMS since 1997 on CD (617)
- All collections searchable on  intra-office databases (6 total)- All collections searchable on  intra-office databases (6 total)



Costs & OrderingCosts & Ordering

Partial charge backPartial charge back
for products andfor products and
no charge back no charge back 
for labor or for labor or 
creative services.creative services.

Order in person ,Order in person ,
over the phone, over the phone, 
lab mail,e-maillab mail,e-mail
or on webor on web



Turn Around of Products & ServicesTurn Around of Products & Services

 All image reproduction requests are All image reproduction requests are
completed in five working days.completed in five working days.

Faster turn around is charged a rush fee.Faster turn around is charged a rush fee.

Deadlines for video programs, displays andDeadlines for video programs, displays and
graphic projects are mutually agreed to by VMSgraphic projects are mutually agreed to by VMS
and customer .and customer .



Travel OfficeTravel Office

Staff:Staff:
1 Travel Coordinator       1 Contractor Ticket Agent1 Travel Coordinator       1 Contractor Ticket Agent

Over the past year:Over the past year:

46554655 Airline Reservations Airline Reservations

23602360 Car Rental Reservations Car Rental Reservations

19441944 Hotel Reservations Hotel Reservations



Travel Office EstimatesTravel Office Estimates

Encourage Traveler to obtain estimate for
 airfare and  accommodation @ www.powertrip.com.

Travel Office will provide estimates by email
or if requested over phone or in person if time permits.



Travel Office EstimatesTravel Office Estimates

Since early February 72 people have registered
on powertrip.com.

There have been 500 visits to powertrip.com



Travel Office ReservationsTravel Office Reservations
Domestic Travel- authorization submitted directly
to Travel  Office. 

Foreign Travel - authorization and D.O.E.
 foreign travel request forms must be completed and 
submitted to the Travel Office.

Traveler may opt to book reservations via 
www.powertrip.com.    Reservations confirmed via
 this option will automatically be sent to the
 Travel Office for ticketing.



Travel Office TicketingTravel Office Ticketing

Tickets are issued using Apollo on-line ticketing system. 

Assemble tickets and any pertinent info that needs
 to be included with tickets. 

Tickets are picked up or mailed .



We are in a state of transition with our
airlines carriers!

Contract with United ended January 31 ,2003.

Currently no contract in place.

Pending contract with American Airlines.




